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AGRC

First Contact Resolution 

Top Number - Total Incidents

Bottom Number - First Contact Resolution

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact .

Cells displayed show the number of incidents resolved on first contact during the reporting period.
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Missed Initial Response

Top Number - Total Incidents

Bottom Number - Missed Inital Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards . 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock minutes. 

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period. 
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AGRC

Average Time To Initial Response

Top Number - Total Incidents

Bottom Number -Average time in hours

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards . 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock hour minutes. 

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.
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Missed Resolution

Top Number - Total Incidents

Bottom Number - Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards . 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.
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Average Time To Resolution

Top Number - Total Incidents

Bottom Number - Average time in hours

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards . 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.
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Detail

PC/Laptop Error NoneINC000000265082 Yes  12.58TIR:TIR Missed:Barry Biediger

LowAGRCCapitol Desktop Support Yes  124.77TTR:TTR Missed:Brian Bintz Resolved

None None NoneINC000000274960 Yes  53.43TIR:TIR Missed:Matt Peters

LowAGRCApplication Services Yes  54.48TTR:TTR Missed:Tony Larsen Closed

Application Reporting NoneINC000000275897 Yes  2.15TIR:TIR Missed:Matt Peters

LowAGRCTechnical Lead/Project Manager Yes  27.81TTR:TTR Missed:Bart Purser Closed

Server None NoneINC000000276036 Yes  8.17TIR:TIR Missed:Matt Peters

LowAGRCCapitol Hosting Yes  37.82TTR:TTR Missed:Joe Benson Resolved

Application Error NoneINC000000277668 No  0.20TIR:TIR Missed:Matt Peters

HighAGRCCapitol Hosting No  0.60TTR:TTR Missed:Joe Benson Closed

Server Performance NoneINC000000277929 No  0.27TIR:TIR Missed:Matt Peters

LowAGRCCapitol Hosting No  2.24TTR:TTR Missed:Matt Dunlap Closed

Server None NoneINC000000278539 No  0.88TIR:TIR Missed:Zachary Beck

LowAGRCCapitol Hosting No  0.88TTR:TTR Missed:Dale Hicks Closed

PC/Laptop Performance NoneINC000000283510 No  0.32TIR:TIR Missed:David Buell

LowAGRCCapitol Desktop Support No  3.90TTR:TTR Missed:Brian Bintz Resolved
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